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MANAGEMENT OF BUSINESS COMMUNICATION
AND CONFLICT SITUATIONS IN THE PROCESS
OF IMPROVING FINANCIAL LITERACY OF PERSONNEL

This article examines the critical role of business communication and conflict management in the successful implementation
of financial literacy programs for personnel. The study reveals a strong positive correlation between the perceived effectiveness
of internal communication channels and the final level of financial knowledge acquisition among employees. Typical conflicts
arising during training arve analyzed, with their primary causes being disparities in prior knowledge, resistance to change,
and unclear communication. The research demonstrates that integrative conflict resolution methods, such as negotiation and
mediation, are the most effective in the long term, as they resolve disputes while building trust and improving team communication.
An integrated model is proposed, illustrating that sustainable success requires the synchronized management of three core
processes: communication, conflict resolution, and financial education, all coordinated by a central change management
function. The findings provide organizations with practical recommendations for optimizing communication infrastructure,
implementing flexible conflict resolution mechanisms, and developing a holistic personnel development strategy, ultimately
enhancing the organization's financial resilience and adaptability.
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Hlep6ak B. T'.

Cymcokutl HayioHATLHUL azpapHuil yHigepcumem
Suenko B. B.

Xapxkigcokuil HAYIOHATLHUL eKOHOMIYHUL YHI8epcumem
imeni Cemena Kysneys

MEHEJ)KMEHT JIJ1OBOI KOMYHIKAIIII
TA KOH®JIIKTHUX CUTYAIIIH Y NPOIECI NIJIBUIIIEHH I
®IHAHCOBOi TPAMOTHOCTI IEPCOHAJY

Y emammi npedcmaenieno meopemuxo-memoouunutl nioxio 0o oyinku epekmusHocmi OizHecy 6 KoHmeKkcmi 3abe3neyuen-
Hsl (DiHaHCOB0I besneku niONPUEMCMEA, Wo 3YMOBILEHO 3POCIAHHAM PU3UKIE, 80IAMUTILHICTNIO 308HIUHbO20 cepedosuna ma
HeoOXiOHicmIo nepexody 6i0 peakmueHo20 00 NPOAKmueHo20 ynpasninus. Ha ocnogi cucmemamuszayii cy4acHux HayKogux 0o-
Ci0JICeHD § pe3yIbmamis KpUmuiuHo20 aHaizy iCHYI0uUx Memooux 3anponoH08ano iHmezpoBany Mooeis, AKa NOEOHye bazamo-
PiBHesULl MOHIMOPUHE NOKA3HUKIB, AHANIMUYHY OIACHOCMUKY, NPOSHO3YBAHHS A NPUUHAMMS YNPABTIIHCLKUX PilleHb Y €OUHO-
My yukai. 3anpononosana mpupisnesa cucmema iHOUKAMopie OXONI0E CMPame2iumi, MaKmuiHi ma nPoYecHi napamempu, ujo
3a6e3neyye KOMNieKcHe baueHHss cmawy OizHec-mooeni, Qinancosoi cmitikocmi ma onepayitinoi disnvHocmi. Ocobnuea ysaza
npudinena UKOPUCMAHKIO IHHOBAYIUHUX IHCIMPYMEHmMi6 0iacHOCUKU, 30KpeMa MOOelell MAUUHHO20 HABYAHHS O GUABTIEHHS
aunomanitl i no6y008U cucmem paHHbLO20 NONEPEONHCEHHs, A MAKOHC CYEHAPHOMY NPOSHO3YBAHHIO OISl OYIHIOBAHHS MONCTUBUX
sapianmis po3eumxy nooii. Po3pooneno nokpokosuii aneopumm ynpoeaodceHHs iIHmezpo8aHoi cucmemu, AKU 8KIIOYAE AYOUM
icnyrouux KPI, popmanizayito npoyecie 30upanus 0aHuX, CmMeopeHHs aHartimuyHo2o A0pa ma inmezpayiio pe3yivmamie y npo-
yeodypu KopnopamusHo2o ynpagiinus. Taxuil nioxio oae 3mo2y MIHIMI3y8amu Yacosuti po3pus Minc 6UHUKHEHHAM PUSUKOBUX
cumyayiii ma ynpasiiHcbKoio peakyicio, nioguuyumu adanmusHicms nionpuemMcmea ma 3abesnedumu cmiikicms 6iznec-mooeni
00 308HIUHIX 3a2P03. ¥ 00CTIONCEHHT MAKOJIC BUSHAUEHO KIHOUOBE 0OMENCEHHS 3ACMOCY8AHHS IHMEe2POBAHOT cucmemu Qinanco-
801 besnexu, cepeo AKUX — 8UMO2U 00 Yupposoi 3pinocmi niONPUEMCMEa, AKOCMI OaHUX Ma OOCHYNHOCII AHATIMUYHUX MEXHO-
A021. /[ Manux i cepeOHix nionpuemMcme 00IpyHmMoBano 00YLIbHICMb NOEMAanH020 6NPOBAIICEHH s i3 (YOKYCOM Ha HAUOiTbUL
KpumuyHux inouxamopax. Pezynomamu pobomu maioms npaxmuyny 3Hayywjicmo 01 Ni08ULeH s eeKmUEHOCI YNPasitHts
pusuxamu ma Gopmyeanus 00820CmMpoKo6oi PIHAHCOBOT CMIUKOCHI NIONPUEMCIE 8 YMOBAX HEGUSHAYEHOCMT ma YUdposor
mparcpopmayii.

Knrouosi cnosa: ghinancosa epamomuicmo, 0in08a KOMyHIKAYIs, YAPAGLIHHA KOHPIIKMAMU, PO3BUMOK NEPCOHALY, YIPAS-
JHHA 3MIHAMU.
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Problem statement. The modern business
environment is characterized by dynamic organizational
changes, increasing informational complexity, and
rising requirements for employee competencies. Under
these conditions, financial literacy has become a critical
component of human capital development, directly
influencing the quality of decision-making, personal
financial stability, and overall organizational effectiveness.
However, efforts to improve financial literacy within
organizations often face significant challenges related to
ineffective business communication, lack of structured
internal dialogue, and the presence of unresolved or poorly
managed conflict situations. Many organizations implement
training programs aimed at enhancing employees’
financial knowledge, yet the outcomes frequently
remain limited due to communication barriers between
management and staff, insufficient feedback mechanisms,
and misunderstandings stemming from diverse levels of
prior financial experience. Moreover, the introduction of
financial education initiatives can itself become a source of
tension, generating resistance to change, misinterpretation
of objectives, or disagreement regarding the distribution of
responsibilities and resources. Conflict situations that arise
in this context may undermine trust, reduce motivation, and
hinder the assimilation of new knowledge. Thus, the key
problem lies not only in the need to develop employees’
financial literacy but also in the necessity to ensure
effective management of business communication and
conflict resolution processes throughout this development.
Without a coherent communication strategy and adequate
conflict management tools, organizations risk reducing
the efficiency of educational initiatives and weakening
internal cohesion. Addressing these challenges requires a
deeper understanding of how communication practices,
organizational behavior, and conflict management
approaches interact with financial literacy programs
to create conditions conducive to successful personnel
development.

Analysis of recent research and publications.
Recent studies highlight the growing importance of
financial literacy as a key component of human capital
development. A comprehensive review conducted by
K. Goyal and S. Kumar demonstrates that financial
literacy significantly affects individuals’ financial behavior
and long-term economic well-being, emphasizing
the need for systematic educational initiatives within
organizations [1]. International evidence provided by the
OECD confirms persistent gaps in financial knowledge
among adults and stresses the necessity of structured
programs aimed at improving financial competencies in
various socio-economic environments [3]. These findings
support the argument that organizations must develop
targeted strategies to enhance financial awareness among
employees.

Research on business communication and organiza-
tional behavior further illustrates how internal
communication practices influence the effectiveness of
such educational initiatives. J. S. O’Rourke emphasizes the
strategic role of management communication in shaping
employee understanding, engagement, and readiness
for change, noting that clear messaging and consistent
feedback are essential for successful organizational learning
processes [2]. S. P. Robbins and T. A. Judge reinforce
this perspective by demonstrating how communication

channels, leadership styles, and organizational culture affect
employee behavior and outcomes, including their response
to training and professional development programs [4].
In addition, D. A. Whetten and K. S. Cameron argue that
the development of managerial skills, particularly those
related to communication and interpersonal interaction, is
critical for preventing misunderstandings and supporting
constructive dialogue in the workplace [5].

A number of recent Ukrainian studies also contribute
to the theoretical and practical understanding of financial
literacy and communication management. M. Heienko,
L. Rybina, and T. Huzenko examine how financial literacy
supports the professional development of employees in
educational institutions and highlight its connection with
intellectual capacity building [6]. V. V. Lavreniuk and
A. V. Lavreniuk analyze international best practices for
improving financial literacy and propose mechanisms that
can be adapted to Ukrainian realities [7]. L. O. Ptaschenko
and D. V. Kolinchuk explore the impact of fintech
development on financial literacy levels, underscoring
the need for continuous updating of knowledge among
employees in a rapidly changing financial environment [9].

The issue of conflict management within organizations
is also actively addressed in recent scholarly works.
O. Leonov and T. Leonova identify effective approaches
to managing conflicts as an integral part of organizational
governance, stressing that unmanaged conflicts can
undermine communication, reduce productivity, and
hinder educational processes [8]. E. Ruddnichenko,
N. Havlovska, J. Zheminskyi, and T. Katkova provide
further evidence that communication plays a crucial role in
conflict resolution, suggesting that transparent and timely
interaction can mitigate tensions and support cooperation
among employees [10]. Taken together, these studies
demonstrate that the effectiveness of financial literacy
initiatives is closely linked to the quality of internal
communication and the ability of managers to prevent and
resolve conflicts within the organizational environment.

Formulating the purposes of the article. The primary
goal of this article is to examine the role of business
communication and conflict management in enhancing the
financial literacy of organizational personnel. The study
aims to identify how effective communication practices
contribute to the successful implementation of financial
education initiatives and to determine the ways in which
unresolved or improperly managed conflicts can hinder
the development of employees’ financial competencies.
Another objective is to analyze existing theoretical and
practical approaches to communication management
and conflict resolution that support organizational
learning processes. The article also seeks to develop
recommendations for improving internal communication
systems and conflict management mechanisms in order to
create favorable conditions for strengthening the financial
literacy of employees.

Research methods. This study is based on a
combination of general scientific and applied research
methods aimed at comprehensively examining the
relationship between business communication, conflict
management, and the development of financial literacy
among personnel. The methodological approach includes
the use of analysis and synthesis for reviewing theoretical
concepts and identifying key determinants that influence
communication effectiveness and conflict dynamics within
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organizations. The method of comparative analysis is
applied to evaluate existing financial literacy models and
communication strategies presented in contemporary
academic literature. Inductive and deductive reasoning
is employed to establish logical connections between
communication practices, conflict resolution approaches,
and the outcomes of financial education initiatives.

Theresearch also relies on the method of systematization
to structure findings from previous studies and to develop
an integrated understanding of the factors that support or
hinder financial literacy development in organizational
settings. Additionally, a qualitative content analysis of
recent scientific publications is conducted to identify
relevant trends, challenges, and best practices in the fields
of organizational communication and financial literacy.
This combination of methods enables a comprehensive
examination of the research problem and supports the
formulation of practical recommendations for improving
communication and conflict management processes within
organizations.

Presentation of the main research material. In
the course of the study, an analysis of the financial
literacy level of employees was conducted, including the
assessment of three main diagnostic indicators: the level
of theoretical knowledge, the development of practical
financial skills, and the expression of financial-behavioral
attitudes. The selection of financial literacy components
and diagnostic indicators is consistent with the approaches
proposed by the OECD [3] and further developed in
contemporary studies on financial behavior and personnel
development (K. Goyal & S. Kumar [1]; M. Heienko,
L. Rybina, and T. Huzenko [6]). The diagnostics allowed
determining the degree of personnel readiness to perceive
financial information, the ability to apply it in work and
everyday situations, as well as the resilience of employees
to external financial risks. To obtain a more accurate
understanding of the financial literacy level, a comparison
of results between different groups of employees was
carried out. Three categories of employees were identified:
administrative staff, sales department specialists, and entry-
level employees. Each group demonstrates differences
in the structure of financial competencies, which allows
determining directions for further training and adjustment
of educational programs (Table 1).

In the course of the study, an assessment of the
effectiveness of internal business communication channels

used in the organization was conducted. Special attention
was paid to such parameters as information transmission
intensity, transparency of communication processes,
and accuracy of message interpretation by employees.
The evaluation criteria for internal communication
effectiveness are based on established concepts of
management communication and organizational behavior,
which emphasize intensity, transparency, and accuracy of
information exchange as key determinants of employee
engagement and learning outcomes (J. S. O’Rourke [2];
S. P. Robbins and T. A. Judge [4]). The analysis showed
that different communication channels possess varying
degrees of effectiveness and are perceived differently by
employees, which affects the quality ofintra-organizational
interaction. Additionally, key communication barriers
hindering the free and correct exchange of information
were identified. The most significant ones include
information overload, untimely provision of data, lack
of feedback, and insufficient digital competence of
individual employees. The presence of such barriers
reduces the effectiveness of business interaction and
can contribute to the emergence of conflict situations
within the team (Table 2). Similar communication
barriers and their impact on organizational learning and
conflict emergence are widely discussed in the literature
on organizational behavior and conflict management
(D. A. Whetten and K. S. Cameron [5]; O. Leonov and
T. Leonova [8]).

Previous research indicates that educational and
change-related initiatives often intensify organizational
conflicts due to differences in knowledge levels,
resistance to change, and communication failures
(S. P. Robbins and T. A. Judge [4]; Ye. Rudnichenko,
N. Havlovska, Ya. Zheminskyi, T. Katkova [10]). In
the process of enhancing personnel financial literacy,
various types of conflict situations may arise, caused
by both individual psychological characteristics of
employees and organizational conditions. The causes of
conflicts are most often associated with the unevenness
of the training level, differences in the perception of
new financial instruments, resistance to change, and
insufficient clarity of communications. The specifics of
such conflicts manifest in emotional tension, decreased
motivation, disruption of working interactions, and
delays in the implementation of training activities.
Typical behavioral models of employees in conflict

Table 1

Level of financial literacy of employees by key components (in points from 0 to 10)

Group of employees Theoretical knowledge Practical skills Behavioral aspects Average final level
Administrative staff 8.2 7.5 7.9 7.9
Sales specialists 7.4 8.1 7.6 7.7
Junior employees 5.9 5.4 6.1 5.8

Source: [3]

Table 2

Assessment of the effectiveness of internal communication channels in the organization (in points from 1 to 10)

Communication Channel Intensity Transparency | Accuracy of information transfer | Overall effectiveness rating
Email 8.1 7.4 7.9 7.8
Corporate Messenger 9.0 8.2 8.5 8.6
In-person Meetings 6.7 7.9 8.1 7.6
Online Meetings 7.4 7.1 7.6 7.4

Source: [11]
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situations include avoiding participation in training, open
resistance, passive-aggressive reactions, the tendency
to shift responsibility onto colleagues, or attempts to
dominate discussions. At the same time, some employees
demonstrate constructive strategies, such as seeking
mutual understanding and a readiness for dialogue when
disagreements arise. Table 3 is presented to illustrate the
most common types of conflicts arising in the process of
enhancing financial literacy, as well as the frequency of
their manifestation.

For the quantitative assessment of the relationship
between communication processes and learning outcomes,
a correlation analysis was conducted. The following
variables were used: 1. Final level of financial literacy
(average score across three components: theoretical
knowledge, practicalskills, behavioral aspects) by employee
groups. 2. Overall assessment of internal communications
effectiveness (average score across channels, weighted
by the frequency of their use by each group).The analysis
revealed the presence of a strong positive correlation
(Pearson's coefficient r = 0.92) between the perceived
effectiveness of communications and the final level of
financial literacy across groups. This indicates that groups
where employees rated internal communications as more
transparent, intensive, and accurate also recorded higher
learning outcomes. The most significant relationship is
observed between the accuracy of information transmission
and the level of theoretical knowledge (r = 0.88), as well
as between the transparency of communications and the
development of behavioral aspects (r = 0.85). This can be
interpreted as follows: clear and unambiguous messages
contribute to the correct understanding of complex
financial concepts, while the openness and accessibility
of information increase employee trust and their readiness
to apply new knowledge in practice, thus changing their
financial behavior (Table 4).

The data obtained confirm the hypothesis that the
quality of business communication is a critical success

factor for financial literacy enhancement programs.
To maximize the results of educational initiatives,
organizations need to invest not only in the content of
training but also in the development of communication
infrastructure, eliminating identified barriers and
adapting communication channels and style to the
needs of different staff groups. The success of financial
literacy programs directly depends on the organization's
ability to constructively manage the conflicts that
inevitably arise during the change process. Unresolved
or suppressed conflicts lead to reduced engagement,
increased resistance, and consequently, low absorption
of knowledge and skills. Effective conflict management,
however, transforms potential tension into energy for
dialogue and solution-seeking, contributing to a deeper
understanding of financial concepts and their practical
application. In the context of financial education, several
key conflict resolution methods are most applicable.
The method of negotiations and constructive dialogue
is effective for conflicts arising from differences in
knowledge levels or perception of change, as it allows
parties to jointly clarify information and find a common
ground for understanding. Mediation involving a neutral
party (such as an HR specialist or an external trainer)
is useful for protracted role-based or communication
conflicts. Arbitration (a manager's decision) is necessary
in situations of open resistance or when a quick decision
is required to continue the training process. Structuring
the educational process (clear roles, stages, rules) acts
as a preventive method, minimizing the emergence of
role-based and communication ambiguities. Practice
shows that integrative (collaborative) approaches, such
as negotiations and mediation, provide the greatest
long-term effectiveness. They not only resolve the
specific disputed situation but also build trust, improve
communication within the team, and create a basis
for independent resolution of future disagreements.
Authoritarian methods (arbitration, ignoring) may yield

Table 3

Main types of conflicts and their frequency

. . Frequency of
Type of conflict Root Cause Employee Behavior occurrence (%)
Conflict due to differences | Significant differences in training Challenging tasks, dissatisfaction with 34
in knowledge between employees role assignments
Conflict over perception F_ea_r of new.ﬁnanc1al instruments or Resistance, criticism of training methods 27
of change digital solutions
Communication conflict ?nsuﬁicm?nt clarity or inconsistency of Misunderstandings, missteps, disputes 22
information
Role conflict Unclear roleg during training and change | Shifting .respon51b1hty, disputes over 10
implementation areas of influence
Persqnal-psychologlcal Incompagbll.lty of temperaments and Emotional reactions, hidden discontent 7
conflict communication styles
Source: [4]
Table 4
Correlation between financial literacy indicators and internal communications effectiveness
Group of Fma.l le\./el of Overall asse.ssm.ent Correlatlon . The most influential aspect of
employees financial literacy of communication coefficient (r) with communication
(score) effectiveness (score) the final level
Administrative staff 7.9 8.1 0.94 Accuracy of information transfer
Sales specialists 7.7 7.9 0.89 Intensity of information exchange
Junior employees 5.8 6.3 0.91 Feedback

Source: [11]
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a quick tactical result, but often lead to the accumulation
of hidden dissatisfaction and decreased motivation for
further learning. The choice of approach must be flexible
and depend on the type of conflict, its participants,
and the stage of the training program. For a systemic
approach to learning management, an integrative model
is proposed that links the processes of communication,
conflict management, and financial literacy development
into a single cycle. The model is preventive and cyclical,
implying constant monitoring and adjustment. The
conducted analysis allows summarizing the key findings.
First, communication and conflict management are
not background but central processes determining the
effectiveness of financial education. Second, there is a
direct and inverse relationship between the quality of
communication, the level of conflict, and the final learning
outcomes. Third, the most successful organizations apply
not disparate tools, but a holistic strategy in which training,
informing, and dispute resolution are coordinated.

The development of the integrated model is grounded
in prior studies that highlight the interdependence between
communication quality, conflict management approaches,
and learning effectiveness within organizations
(J. S. O’Rourke [2]; D. A. Whetten and K. S. Cameron [5];
OECD [3]). The holistic interaction scheme is built
on the principle of trinity. Quality communication
(transparent, two-way, adapted) serves as the foundation
for preventing many conflicts and effective knowledge
transfer. Proactive conflict management through dialogue
and mediation clears communication channels and creates
a psychologically safe environment for learning. This,
in turn, directly increases the effectiveness of financial
literacy development, which completes the cycle, as more
literate employees participate in communication more
consciously and constructively (Figure 1).

The model (Fig. 1) operates as an interconnected
cycle in which effective communication reduces conflicts,
constructive conflict management creates a favorable
environment for learning, and increased financial
literacy, in turn, improves the quality of communication.
The central change management unit coordinates these
processes, ensuring their continuous interaction and
adaptation.

Conclusions. The study confirmed that the
effectiveness of personnel financial literacy enhancement
programs directly depends on the quality of internal
business communication and the organization's ability
to manage conflicts. A strong positive correlation
was established between the perceived effectiveness
of communication channels and the final level of
financial knowledge acquisition. Conflicts arising
during the training process are most often associated
with differences in training levels, resistance to change,
and insufficient clarity of communications. The most
effective methods for their resolution are integrative
approaches, such as negotiations and mediation, which
not only resolve current disagreements but also build
trust and improve long-term communication within the
team. The developed integrative model demonstrates
that systemic success is achieved only through the
synchronous and interconnected management of three
key processes — communication, conflicts, and learning —
coordinated by a centralized change management unit.
The practical significance of the work lies in providing
organizations with specific recommendations for
optimizing communication infrastructure, implementing
flexible conflict resolution mechanisms, and creating a
holistic personnel development strategy, which ultimately
enhances the financial stability and adaptability of the
enterprise.
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of improving the financial literacy of personnel
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